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• Consumers are likely to be dissatisfied when they deem that the service provider exercise greater control over the cause of a service failure, and when the failure was recurring vis-à-vis a rare event • Consumers tend to attribute service failure to a lack of control on the part of the service provider when an external explanation is offered for the failure • Consumers tend to view service failure as a rare event when the failure occurred in an organized service environment 
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Appendix C Questionnaire Development and Survey Protocol
Because respondents having prior experiences with e-commerce service failures are likely to be Internet-savvy, we decided to elicit failure incidents via an online survey (Boyer et al. 2002; Stanton and Rogelberg 2001) . A qualitative electronic survey questionnaire was carefully crafted for data collection. The questionnaire began with a statement on the purpose of the study and the characteristics of respondents we were recruiting. Study procedures were also outlined to give potential respondents an idea of what to expect from the questionnaire.
This research is an online questionnaire to aid us in understanding the different types of negative
If you agree to participate in this study, you will first be asked several questions to determine your level of experience with online transactions and online service failures. You will then be presented with a series of open-ended questions relating to your experiences with online service failures when transacting via e-commerce websites.
You will be expected to recall THREE separate instances of online service failures in answering the open-ended questions. For each open-ended question, a text box will be provided for you to input comments and opinions pertaining to certain aspects of your online website experiences. Please be as detailed as possible in describing these experiences.
We anticipate that completing these tasks will require about 25 to 30 minutes of your time.
Respondents who consented to participating in the survey were presented with our definition of e-commerce service failure and some common examples. This was done not only to familiarize respondents with the phenomenon of interest, but also to ensure proper alignment between conceptualization and operationalization. Additionally, the choice of words like necessary and essential aid in anchoring respondents' thoughts on failure incidents that truly betray their expectations of minimum service standards (see Bitner et al. 1990 ). Respondents were then asked to specify whether they have prior experience with e-commerce service failure. This single filtering question eliminated respondents with no prior experience of e-commerce service failure.
This survey is about your experiences with online service failures that you, the customer, may have encountered on e-commerce websites. An online service failure, in this survey questionnaire, refers to a negative experience that occurs whenever the website is incapable of offering the necessary technological capabilities essential for you to accomplish your transactional activities and/or objectives.
Have you experienced an online service failure?
To verify respondents' prior experience with e-commerce service failures, they were prompted to indicate the time that has elapsed since the occurrence of the failure.
When did the online service failure occur?  Less than 1 month ago  Less than 3 months ago  Less than 6 months ago  Less than 1 year ago  More than 1 year ago
Next, respondents were instructed to either choose from a variety of e-merchants on whose site a failure has occurred or provide a description of the website on which they have encountered the e-commerce service failure. In line with Keaveney's (1995) advice, such a question offers a certain degree of structure to the types of website for which e-commerce service failures may occur, without necessarily limiting respondents to the prespecified list. Respondents were then questioned on the purpose of their visit to the e-commerce website.
Please describe in detail your purpose for visiting the website on which you have experienced the online service failure
Stating the purpose of the visit is essential to discern respondents' transactional objectives because we do not presume that consumers transact online for the sole purpose of maximizing utility. By getting respondents to state the purpose of their visit to the e-commerce website, we gleaned valuable background information on the situational context within which the e-commerce service failure occurred. The subsequent question touched on the actual phenomenon of interest by requesting respondents to elaborate on the e-commerce service failure experienced, with additional probes for details. Because our theory development is confined to transactional failures in order to generate prescriptions for web interface design, the probes were deliberately phrased to emphasize the recollection of problems related to web-enabled features on e-commerce websites. After describing the e-commerce service failure, respondents were further prompted to reveal any negative consequences they may have suffered due to the failure incident.
Please describe in detail the negative consequences you have suffered as a result of the online service failure you have experienced
As respondents may have been exposed to multiple episodes of e-commerce service failures, the same format of questioning was repeated twice to stimulate each respondent to recall a minimum of one and a maximum of three critical incidents. A diagrammatic flow of the online survey questionnaire is depicted in Figure C1 .
Figure C1. Diagrammatic Flow of Online Survey Questionnaire
In answering the questionnaire, it should be noted that respondents were never told to analyze why the failure incident(s) occurred. Rather, they were expected to merely narrate events that had transpired-something people do quite effortlessly (Bitner et al. 1990; Nyquist and Booms 1987) .
Step 1: Sort on 20% of sample and create extra dimension(s) if necessary; 2 judges
E-Commerce Service Failure Incidents
Step 3: Sort on same 20% of sample; same 2 judges
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Step 5: Consult judges on wording of newly created dimension(s) if any; same 2 judges
Step 7: Consult judges on wording of newly created dimension(s) if any; same 2 judges
Step 8 Functionalities of an e-commerce website are incapable of assisting consumers to: (1) obtain purchased products and/or services; (2) solicit advice on ways to maximize the utility of purchased products and/or services, and; (3) dispose of unwanted products and/or services. Total number of identical incidents assigned to each category by both judges ‡ Number of common incidents divided by number of unique incidents
E-commerce Service Failure Consequences
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Appendix F Content Analytical Procedures for E-Commerce Service Failure Consequences
Like the classification of e-commerce service failure incidents, the ultimate aim of this content analysis is to unambiguously classify each account of negative consequence under one of the three expectation disconfirmation constructs (i.e., disconfirmed outcome expectancy, disconfirmed process expectancy, and disconfirmed cost expectancy). To prevent priming effects from contaminating the classification results, two new judges with similar qualification were recruited for sorting e-commerce service failure consequences. We randomly extracted 77 (or 20%) accounts of negative consequences from the sample and assigned them to the two judges to be sorted. To clarify the failure context within which the negative consequences manifest, judges were not only presented with accounts of these negative consequences, but they were also given descriptions of corresponding e-commerce service failure incidents. Judges were instructed to place each account into one of the three disconfirmation constructs or to create an extra variable if they were unsure of its placement.
Once the sorting was completed, the judges were consulted on the phrasing of the disconfirmation constructs, with modifications made whenever necessary. Based on the revised wording of the disconfirmation constructs, the judges were again allocated the same 77 accounts to be sorted. This second sorting exercise yielded intra-and inter-reliabilities exceeding 0.70. The remaining 297 accounts of negative consequences were further divided into subsamples of 77 and 220 accounts respectively and identical sorting procedures were carried out twice more to classify these subsamples (see Figure F1 ).
Figure F1. Diagrammatic Flow of Content Analytical Procedures for E-Commerce Service Failure Consequences
Information Failures
Inaccurate Information
[Failure] I was attempting to purchase a (fairly rare) music CD on the website. I located the item I wanted and was able to put it in my "shopping cart." The failure was that when I attempted to actually complete the transaction, I was notified at that point that the item was not in stock, so I was not able to buy it.
[Consequence] I spent a small amount of time searching for and ordering the CD, and I was unable to purchase what I wanted.
[Failure] I clicked on the sweepstakes website and got the code. I then went to the rewards program to enter the code. I was told I had to register for the rewards program which I did. Then, I got a confirmation e-mail I had to click on to verify my registration, which I did. When I was finally allowed to enter my code, I was told it was NOT a valid code!
[Consequence] I contacted the website hosting the sweeps. They said the code was valid and I must have entered it wrongly. I wrote back again and was told the sweeps was over and that there was nothing they could do about it!
[Failure] I was trying to find some good looking and stylish clothes on the website. However, what I have seen online is not what came in the mail; the style and color are different.
[Consequence] I will just go to the store the next time because it wastes my time doing it online.
N/A
Incomplete Information
[Failure] A few times, I was looking to buy some hair products online. After spending a lot of time adding products to shopping carts and entering my contact information, I was informed that the companies did not mail orders to places outside of US. This was never made known to me before I initiated the transaction.
[Consequence] The negative consequence was that I was not able to obtain the items that I wanted from the websites.
[Failure] I was trying to find out where the funds were going for a refund that I was getting. Online it said "refund issued," but not to what account.
[Consequence] I quit using the services of that company because it was just too difficult to reach them. It was as if they had the website set up like that on purpose.
[Failure] I wanted to change the [programming] of my cell phone online, only to discover I had to call again to program the phone and waste another two hours on hold. The programming instructions could easily be put online to be more accessible.
[Consequence] Having to contact customer service and waiting for untold amounts of time detracts from my employer and family.
N/A Irrelevant Information
[Failure] When I call up the customer service to reset my [air miles] account, I was told to go online to do so. I tried it online and was faced with the same problem that can only be resolved by calling customer service. I finally gave up.
[Consequence] I lost my air on the site while at work and gave up. Left confused and frustrated.
Untimely Information
[Failure] Only when I saw that the payment did not go through to my credit card statement, I became aware that the transaction was never recorded on their end.
[Consequence] I had to repeat the whole transaction all over again.
[Failure] Transferred money from my chequing account to make a payment for a utility service. But, the chequing account balance did not reflect promptly the updated balance to indicate that the money has been debited.
[Consequence] Confusion and doubt whether the bill has been settled before the due date.
[Failure] I wished to sign in after receiving the recovered user name and password.
Having to re-register and being unable to do so when they claim I am already registered. The website will still not recognize and allow me to sign in after all that I have done.
[Consequence] Waste of time and frustration.
N/A
Functional Failures
Needs Recognition Failure N/A
[Failure] Looking to buy something online and searching for the item I wanted, I can't find it because the website cannot help me to pinpoint the item I am looking for.
[Consequence] I have to go through the whole product catalogue and check each item.
N/A N/A Alternatives Identification Failure
[Failure] There was no clear information as to which of the video cards would be appropriate. Since the site brands itself as being "userfriendly," I expected that I would be able to find more complete information there than was available. Since they had no on-line means to check what models of video card would work with what kinds of hardware, I view it as a service failure.
[Consequence] When I eventually did get a new video card (which was compatible), it's possible I purchased a more expensive model than necessary to meet my needs.
[Failure] The online search function for the store did not work. I know the store carried the product I wanted but I kept getting no search results.
[Consequence] I gave up searching for the product online.
[Failure] I visited Amazon.com to search for a DVD I wanted to purchase. I have often searched for and found things on Amazon.com successfully, but because this DVD turned out to be out of print, it made it harder to find at a decent price. The only DVDs for sale I could find were over $50, which I was not willing to spend. I couldn't imagine that out of all the sellers on Amazon, there wasn't a used DVD for cheaper. [Consequence] I was so frustrated with the process that I did not place any order. Everything seemed to be fine as I already have an account with the e-commerce website. I logged in and went about ordering the games I wanted. Nothing seemed to be amiss and I was able to successfully placed order for the games. However, when one of the games was due to be shipped, I tried logging into the account to check the shipping status but was informed that my account has been suspended and no explanation was provided.
[Failure] I wanted to purchase several items online. However, the transaction failed and wouldn't process even though the items were accepted into the shopping cart.
[Consequence] I have to go back and resubmit once I am sure my card has not been charged or the charges have been cleared from pending.
[Failure] I wanted to purchase cinema tickets online. I could find the movie, theatre, and time. However, when I got to the credit card payment, the (externallypowered) transaction module failed to validate my transactions. I pay with that card very often on other Websites so I don't think it was due to my card or me entering the wrong info. I tried 4 times to reprocess the payment but it never managed to process it.
[Consequence] I lost time trying to complete the transaction many times. It
[Failure] I wanted to purchase a product online but I was denied when trying to make payment.
[Consequence] No negative consequence.
Negative Consequence
E-Service Failure Dimension
Disconfirmed Outcome Expectancy
Disconfirmed Process Expectancy
Disconfirmed Cost Expectancy
No Disconfirmed Expectancy
[Consequence] Although I did not suffer any monetary losses, I was quite unhappy that my account was suspended without any notification and for no apparent reason. I find it extremely inconvenient to bother to even create a new account or to contact the customer service personnel to try to fight my case.
was not a very important purchase as I could buy the movie tickets at the theatre so I did not suffer much from this failure. Sill it was a loss of time/effort + annoying to have the transaction failed.
Post-Purchase Failure
[Failure] I wanted to order a video game through Amazon.ca, which I had successfully done. I was able to add the item to my cart and successfully check out. A couple hours later, I realized that I had forgotten to order another item. Amazon had the option to amend orders before they were processed, but when I returned to my account; my order had already been processed. My original order was over $39, which qualified it for free shipping, but the second item that I wanted to order was not. I did not want to place another order and have to pay for shipping, when I could have just added the second item to go with the first, and get free shipping for both items. In the end, I decided not to order the second item.
[Consequence] I decided not to order the second item. Ever.
[Failure] While I was searching around for dog bones on the website, everything was going well. My cart was filling up and I was ready to check out. As I checked out and entered my information into the system I anticipated that I would receive some kind of notification that I had made the purchase. I did not receive any confirmation about if my transaction was successful or completed until I received the dog bones.
[Consequence] A simple nervousness and anxiety not knowing if I had been charged or not charged caused a bit of unnecessary emotion in my life for a period of time.
[Failure] I never had problems with this exercise regarding credit card info. This time, I was given a notice when I went to playing site, on head banner, that my card was about to expire. I then went into credit card info site to update/correct expiry date but it would not accept the update after numerous attempts. The difficulty was at their end since my info was correct.
[Consequence] Having to spend a lot of time finally getting a hold of someone real-time on their customer service site and getting it corrected by them.
[Failure] No reply to my e-mail for additional services offered and so I have no idea what my balance is and, I refuse to conduct any further business with them until resolved.
System Failures
Inaccessibility
[Failure] I went to Amazon.com to purchase a present for my husband. I got almost the whole way through the checkout process before the website malfunctioned on my browser and I lost my order.
[Consequence] I got frustrated and didn't fulfill the order.
[Failure] Transfer money from one account to another account. Click personal account, key in account number and password. After login, it says system is currently unavailable, go back later. So I cannot transfer money.
[Consequence] As I cannot login, I am not sure if I have enough money in my Credit card to pay for purchases right before I went out that day. So I need to be careful [Failure] To buy a pair of shoes but the website failed to work on several tries so I have to keep starting from scratch and finally made my purchase.
[Consequence] Just a loss of time
[Failure] When I was bidding on an item online, the server failed and I lost my bid.
Negative Consequence
E-Service Failure Dimension
Disconfirmed Outcome Expectancy
Disconfirmed Process Expectancy
Disconfirmed Cost Expectancy
No Disconfirmed Expectancy
What failed was Amazon NOT informing that an item is being shipped or not available on the date promised.
[Consequence] I had to pay full retail for the gift at a local store.
[Consequence] To date I have still never been contacted in regard to this purchase. I have been emailing them for about 5 months now with no real follow up as how I can purchase it on-line or direct payment via Pay-Pal. It is as if Indigo Book Store does not care to make money? time and energy.
Unresponsive to Customer Enquiries
[Failure] I was able to easily find the product that I wanted to purchase. I saw that there was an area on the website where I could ask a question to which I submitted my query. I submitted my query and after two days, had not received a response. I submitted another query, and waited an additional two days and still nothing.
[Consequence] The negative consequences I experienced because of my query not being answered was that I decided not to order the product.
[Failure] I have bided for a chain online but did not receive it from the seller. E-Bay said they would look into the matter and get back to me with a resolution. It has been about a month now with NO resolution.
[Consequence] The seller of the item received my payment via Pay-Pal ($ 140.00), but has yet to send me the chain as expected.
[Failure] I contacted customer service regarding a refund for a defective product I ordered online. They never responded.
[Consequence] Delay in receiving refund.
N/A
